Abstract. The ability to gauge the quality of a service is critical if we are to achieve the service oriented computing paradigm. Many techniques have been proposed and most of them attempt to calculate the quality of a service by collecting quality ratings from the users of the service, then combining them in one way or another. We argue that collecting quality ratings alone from the users is not sufficient for deriving a reliable or accurate quality measure for a service. This is because different users often have different expectations on the quality of a service and their ratings tend to be closely related to their expectations, i.e. how their expectations are met. In this paper, we propose a quality of service management framework based on user expectations. That is, we collect expectations as well as ratings from the users of a service, then calculate the quality of the service only at the time a request for the service is made and only using the ratings that have similar expectations. We give examples to show that our approach can result in a more accurate and meaningful measure for quality of service.
Introduction
There is a growing interest in service oriented computing (SOC) in recent years [1] [2] [3] [4] . Central to SOC is the notion of service which can broadly be considered as a software component that represents some computational or business capability. By allowing services to be advertised declaratively, discovered dynamically and invoked remotely, SOC makes it possible for users to locate, select and execute services without having to know how and where they are implemented. This new computing paradigm offers great potential for agent-based e-commerce applications [5] [6] [7] . For example, vendors may wish to identify suitable partners from time to time to form a virtual organisation [8] so that they together can compete better in the market, and consumers would always want to select the services that best serve their interests. All such "match-making" tasks can potentially be performed by the agents automatically in an SOC environment.
In this paper, we consider the problem of quality of service (QoS) management in SOC. This is an important problem to consider because, just like in any other business environment, it is possible to have several service providers (SP)
